
SOP Template: Customer Communication and
Marketing Collateral Distribution
This SOP details the processes for customer communication and marketing collateral distribution,
encompassing strategies for effective customer engagement, timely dissemination of marketing materials,
coordination between marketing and sales teams, tracking distribution channels, and ensuring brand consistency. The
objective is to enhance customer relationships and maximize the impact of marketing campaigns through organized
and efficient communication and collateral management.

1. Purpose
To ensure effective, timely, and consistent communication with customers, and an organized distribution of marketing
collateral across identified channels while maintaining brand integrity.

2. Scope
This SOP applies to all marketing, sales, and customer support personnel responsible for creating, sharing, or tracking
communication and marketing materials distributed to customers and prospects.

3. Roles and Responsibilities

Role Responsibilities

Marketing Team
Develop customer communication strategies and campaigns.
Create and update marketing collateral.
Maintain brand consistency across materials.

Sales Team
Identify target customers for campaigns.
Share collateral with prospects/customers.
Provide feedback on material effectiveness.

Customer Support
Respond to customer inquiries based on shared information.
Track and report on customer feedback regarding communications.

Brand Manager
Approve all final collateral for distribution.
Ensure visual and messaging consistency.

4. Procedure
4.1. Planning & Content Creation

1. Define campaign objectives and target audience segments.
2. Create communication calendar with key dates and channels.
3. Develop marketing collateral (brochures, emails, presentations, etc.).
4. Submit all collateral for brand review and approval.

4.2. Coordination & Distribution

1. Align with sales teams on target lists and distribution methods (email, print, digital platforms, etc.).
2. Distribute approved collateral to appropriate channels or sales reps.
3. Log all collateral distributed, including date, type, recipients, and channel used.

4.3. Communication & Engagement

1. Engage customers with collateral via pre-identified touchpoints (events, newsletters, social, etc.).
2. Monitor incoming responses and feedback from customers.
3. Share feedback with marketing and sales for continuous improvement.

4.4. Tracking & Reporting



1. Track distribution metrics (open rates, downloads, engagement, etc.).
2. Compile regular reports for campaign effectiveness and brand consistency checks.
3. Make recommendations for process improvements based on data.

5. Documentation & Records
Maintain copies of all approved collateral in a central repository.
Keep distribution logs updated and accessible to relevant teams.
Store campaign performance and customer feedback reports securely.

6. Quality Control & Brand Consistency
Conduct quarterly reviews of distributed collateral for brand compliance.
Provide training to staff on communication standards and collateral usage.

7. Revision History

Version Date Description Prepared By

1.0 2024-06-14 Initial SOP created Marketing Dept.
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